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JOB AID 
How to Generate Non-Pharmacy Prior Approval 

Adverse Decision Letters 

OVERVIEW 

This document will guide authorized users on the processes for identifying and generating  
non-pharmacy Prior Approval (PA) Adverse Decision Letters. This document will also explain 
the use of the Letter Policy and Denial Reason Search and PA Spell Check Override 
Search pages. 

PA Adverse Decision Letters are specific to adverse decisions for Division of Health Benefits 
(DHB) services and are designed to comply with federal regulations and statutes addressing the 
due process rights of Medicaid/Health Choice beneficiaries. The PA Detail and 
Comments/Letters pages are used to support the PA Adverse Decision Letters. 

The Letter Policy and Denial Reason Search page allows authorized users to perform a 
search of PA criteria to obtain the different PA criteria sequence numbers (identifying PA policy) 
associated with the entered search. Additionally, this page allows authorized users to generate 
new PA criteria sequences. 

The PA Spell Check Override Search page allows users to search words identified as having 
spelling errors but overridden by the user. Additionally, authorized users can retrieve the next 
available word to review for acceptance into the customized spell check dictionary.  

GENERATING PA ADVERSE DECISION LETTERS 

The PA Adverse Decision Letters are specific to adverse decisions such as Denied, Modified 
Approved, or Reduction for DHB services. 

These letters are generated when the PA request made does not comply with federal 
regulations. A PA Adverse Decision Letter also includes information that addresses the due 
process rights of Medicaid/Health Choice beneficiaries. 

 
 

Step Action 

1 Hover over the Prior Approval tab. 

2 Select PA Search. 

2 
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PA Search Page 
The PA Search page allows authorized users to search for any PA using the PA Review 
section, or to search for a specific PA using the Search Criteria section. 

 
 

Step Action 

1 Enter data in one or more search criteria sections (in this example, the PA Number is used as 
the search criterion). 

2 Select the Find button. 

 

Search Results 

All PAs that meet the search criteria are displayed in the Search Results section. 

 
 

Step Action 

3 Select the PA Number link. 

 

1 

2 

3 



 

 

Job Aid ‒ PA374 Page 3 of 23 

JA_PA374_Generate Non-Pharm PA Adverse Decision Ltrs_W2.0.1 

 

North Carolina Medicaid Management October 20, 2022 
Information System (NCMMIS) 

 

PA Detail Page – Header Tab 
The Header tab breaks down the PA details into multiple sections. On this page, Audit icons  

( ) may display, indicating that the authorized user has the ability to view changes made to a 
value as well as who made the changes and when they were made. 

The Overview section displays information assigned to or associated with the PA based on the 
information submitted during the entry process. 
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PA Detail Page – Detail Tab 
Select the Detail tab to display the PA details. The information is displayed in the PA Detail, 
Diagnosis Codes, and PA Edits sections of the page. 

 

Step Action 

1 Select the Detail tab. 

 

Each record in the PA Detail section is called a detail line and contains the specifics of a 
requested service. 

During a PA search, each detail line displays a summary of the requested services. The 
Effective Begin Date, Effective End Date, Approved Units, and Approved Unit Type fields 
are populated when the PA has a final status. 
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Step Action 

1 Select the detail line to expand it. 

2 Answer the question, “Is Proc Code a Generic CodeRequese?”. 

If Yes is selected, the user must then select the Generic CodeGeneric Code Description 

which begins with the same digit of the procedure code. 

 

1 
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Step Action 

3 Select the appropriate code from the Generic CodeGeneric Code Description drop-down 

menu. 

Note: If there are no corresponding codes, the system will default to the 99-Other option and 
require the user to manually enter text in the Generic Generic Code Text field. 

4 Enter Generic Generic Code Text information. 

 

3 

4 
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Step Action 

5 Select the appropriate Status from the Status drop-down menu. 

5 



 

 

Job Aid ‒ PA374 Page 10 of 23 

JA_PA374_Generate Non-Pharm PA Adverse Decision Ltrs_W2.0.1 

 

North Carolina Medicaid Management October 20, 2022 
Information System (NCMMIS) 

 

Note: A status of D-DENIED, M-MODAPPROV, or R-REDUCTION generates a PA Adverse 

Decision Letter.  

State Pend is a pend status only applicable to ortho and dental and orthodontic PAs.  

 

 
 

Step Action 

6 Select the appropriate PA Status Reason Code from the Reason drop-down menu. 

 

Some of the PA Status Reason Codes that may populate for the user to select if the PA 
request is D-DENIED, M-MODAPPROV, or R-REDUCTION are: 

 

 DD1 – PA ADD INF – PA record is denied for lack of receipt of requested additional 

information. 

6 

6
5 
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If the DD1 Reason Code is assigned to a line, the Additional Information and Policy 

sections will display for the user to complete. 

 

 DD2 – POLICY – Service not supported by State policy. 

If the DD2 Reason Code is assigned to a line, the Policy and Denial Reason sections will 

display for the user to complete. 

 

 DD3 – LN ADD INF – Individual service is denied for lack of information. 

If the DD3 Reason Code is assigned to a line, the Additional Information and Policy 

sections will display for the user to complete. 

 

 DD4 – NOT CVRD – Service is not covered by the State Medicaid plan. 

If the DD4 Reason Code is assigned to a line, the Service Code and Service Description 

are generated from the existing information on the PA record. 

 

Note: The EPSDT Reason section allows the user to enter the Early and Periodic Screening, 
Diagnostic and Treatment (EPSDT) criteria specific to the decision. The information entered is 
used in the generation of the corresponding PA Adverse Decision Letter. 

If the denial reason is DD2 or DD4 and the beneficiary is under age 21, the EPSDT Reason 
section will populate for the user to complete. The user must select one or more checkboxes for 
EPSDT 1, EPSDT 2, or EPSDT 3. If EPSDT 2 or EPSDT 3 is selected, the user must enter text 
explaining why the EPSDT criterion was not met. 

If the denial reason is DD4 and the beneficiary is 21 years or older, no additional sections will 
populate and the user is not required to enter any new letter information on the line. 
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Note: When the user is manually entering information in any text field on the PA, the system will 
utilize the spell check and grammar functionality. Grammar errors are identified with a green 
underline and spelling errors are identified with a red underline. 

If the user hovers over the identified errors highlighted in green, the system will display 
suggested grammar corrections for the user to select. 

7 

8 

9 
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If the user hovers over the identified errors highlighted in red, the system will display suggested 
spelling corrections for the user to select. 

Additionally, the number of errors is populated in the bottom right corner of the field. If no errors 
are identified, a check mark will display in the bottom right corner of the field. All identified 
grammar errors in any field on the PA must be corrected in order for the PA to be saved. 

When the user feels that a spelling error identified is not an error but accurate NCTracks PA 
text, the user can override the error by selecting the Override Spell Check checkbox on the 
page. Depending on the PA Type, when the user selects the Update or Add button, the user 
receives a validation message that spelling/grammar errors remain and the Override Spell 
Check checkbox displays. 

Note: For Long-Term Care (LTC) PA Types, the Override Spell Check checkbox displays 
when the user selects the Validate button or navigates to a different page of the PA. 

Spelling error words overridden by State users will immediately be added to the tool’s 
customized dictionary; when used again during PA adjudication, these words will not appear as 
errors and will not be available for lookup on the PA Spell Check Override Search page. 

 

Step Action 

7 Select the appropriate Policy Name from the Policy Name drop-down menu (in this example, 
the Policy Name used is 99-Other). 

Note: If 99-Other is selected for the Policy Name, the system will display the Leading Text 

information and a Policy Name Text. Predefined and manually entered citation text cannot be 
combined to complete the policy and denial decision information for the DD2 reason. 

8 Enter the Policy Name Text information. 

Note: The Policy Name Text field is where the user must manually enter the policy 

information in the text field. 

9 Select the appropriate option from the Policy Section Level 1 drop-down menu. 

Note: If 99-Other is entered for Policy Section 1, then no section level 2 or 3 can be entered 

by the user.  

10 Enter the Policy Section Level 1 Text information. 

Note: This field populates when 99-Other is selected from the Policy Section Level 1 drop-
down menu. From the Policy Section Level 2 and Policy Section Level 3 drop-down 
menus, the user is able to select the None option. 

11 Select the appropriate option(s) from the Available Options list in the Policy Citation 

section. 

12 Select the Add or Add All option to add the option(s) to the list in the Selected Options 

section. 

13 Enter Policy Citation Text information. 

Note: If 99-Other is selected for the Policy Citation ID, the Policy Citation Text field displays 

and the user is required to manually enter the appropriate text. 

If the selected Policy Name code is not 99-Other, the system will display the description of 

each selected Policy Citation.  

14 Select the appropriate Denial Reason from the Denial Reason drop-down menu. 

Note: If the user selected the 99 value from the policy citation available options, then 99 is the 
only option for selection in the Denial Reason drop-down menu.  

15 Enter Denial Reason Text information. 

Note: If 99-Other is selected for the Denial Reason, the system will display the Denial 
Reason Text field for the user to manually enter information. 
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Step Action 

16 Select the Update button. 

 

Update the PA 
Once the Update button is selected, the user will receive an NCTracks pop-up message that 
displays a preview of the Adverse Decision Letter being added for a PA request with the status 
of Denied, Modified Approved, or Reduction. 

Note: On an LTC PA, the header page displays the letter preview when the user selects the 
Validate or Save button or navigates away from the page, for a PA with the status of Denied, 
Modified Approved, or Reduction and with newly added text in the adverse decision letter fields.  

If any spelling/grammar errors remain, the Override Spell Check checkbox will display. 

 
 

Step Action 

17 Select the OK or Cancel button. 

 If the user selects OK, the system will close the window and allow the user to continue the 
adjudication process. 

 If the user selects Cancel, the system will close the window and keep the user on the detail 
line to make corrections as needed. If corrections are made and the user selects Update, 
Validate, or Save, as required for the PA type, a new letter preview will be generated.  

 

Save the PA 
To complete the PA, the user must ensure that the added information is updated on the PA 
detail line and save the PA. 

17 
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Step Action 

18 Select the Save button. 

 

When the Save button is selected, an NCTracks pop-up message displays, advising the user of 
the letter being added for adverse decision status and confirming if the user wants to continue. 

 

 

If the user selects OK, the system will generate the letter identified in the message and populate 
the Save Successful message. If the user selects Cancel, the system will navigate the user 
back to the detail page to complete the processing prior to selecting the option to save the PA 
update. 

NCTracks Success Message 
When the PA data is accepted, the application navigates to the PA Search page. This page 
displays an “NCTracks Success” message with the PA number, the confirmation number, the 
status of the PA, and a note that the PA was saved successfully. 

 

 

18 
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LETTER POLICY AND DENIAL REASON SEARCH PAGE 

The Letter Policy and Denial Reason Search page allows authorized users to search and 
generate PA criteria sequences. Authorized users will access this page by selecting Prior 
Approval > Letter Policy and Denial Reason Search. 

 
 

Step Action 

1 Hover over the Prior Approval tab. 

2 Select Letter Policy and Denial Reason Search. 

 

Letter Policy and Denial Reason Search Page 

The Letter Policy and Denial Reason Search page allows an authorized user to enter PA 
record criteria to search for the associated letter policy and denial reason. 

When completing a Letter Policy and Denial Reason search, the user must select the 
appropriate options for the PA Type, Policy Number, and Section Level 1 fields. 

 
 

Step Action 

1 Select the PA Type from the drop-down menu. 

2 Select the Policy Number from the drop-down menu. 

3 Select the Section Level 1 from the drop-down menu. 

4 Select the Find button. 
 

1 

2 

1 

4 
2 3 
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Letter Policy and Denial Reason Search Results 
The Search Results section displays each unique PA criteria sequence matching the entered 
Letter Policy and Denial Reason search criteria. 

Selecting a PA Criteria Sequence Number link directs the user to the Letter Policy and 
Denial Reason Detail page to view the PA criteria sequence details and all policy and denial 
reasons associated with the selected sequence number. 

 
 

Step Action 

1 Select a PA Criteria Sequence Number from the Search Results. 

 

Letter Policy and Denial Reason Detail Page 
The Letter Policy and Denial Reason Detail page displays the details for the PA Criteria 
Sequence Number selected on the Letter Policy and Denial Reason Search page. 

 
 

Field Description 

PA Type PA Type value in the PA criteria 

Health Plan Health Plan value in the PA criteria 

Drug Type Drug Type value in the PA criteria; only applicable to pharmacy PAs 

Initial/Reauth PA header status in the PA criteria 

LTC Level of Care Level of care in the PA criteria; only applicable to LTC PAs 

Preferred/Non 
Preferred 

Drug type status in the PA criteria; only applicable to pharmacy PAs 

Recipient Min Age Youngest recipient age to which the PA criteria are applicable 

Recipient Max Age Oldest recipient age to which the PA criteria are applicable 

Service Type/Drug 
Name Type 

Category of the entered non-pharmacy service type or pharmacy drug name 

Service Type/Drug 
Name Code 

Individual non-pharmacy service type or pharmacy drug name in the PA criteria 

Service Type/Drug 
Name Group 

Group name of non-pharmacy service types or pharmacy drug names in the PA 
criteria 

Procedure Code 
Type 

Category of the entered procedure code value 

1 
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Field Description 

Procedure Code Individual procedure code in the PA criteria 

Procedure Code 
Group 

Group name of procedure code in the PA criteria 

 

Policy/Section/Denial Information 

The authorized user can view the details for each populated policy and denial reason 
combination by expanding the row. 

The authorized user can end-date Policy and Denial Reason combinations listed in the Policy, 
Policy Section, Policy Citation, and Policy Denial Reason sections. 

If a Policy and Denial Reason combination is end-dated, it will not be available for a user to 
select as an option when adding Adverse Decision Letter information at the time of processing 
the PA request. 

 

 

Adding a New Policy and Denial Reason 

An authorized user can add new Policy and Denial Reason combinations in the open rows 
within the Policy, Policy Section, Policy Citation, and Policy Denial Reason sections. 

If the authorized user is adding a new Policy and Denial Reason combination, the system will 
validate the new entry to ensure it does not exist for an active record. 

The authorized user must select the Add button. Once the Add button is selected, the system 
will verify the new criteria information entered against all existing criteria; if a match is found, the 
user will receive a “PA criteria already exists” error message. In such cases, the user must 
modify the criteria or search for the criteria to obtain the details. 
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If no match is found, the authorized user will be redirected to the Letter Policy and Denial 
Reason Detail page to enter new criteria information. 

 

 

Adding New PA Criteria 

The authorized user is also able to generate a new PA criteria sequence in the Add New PA 
Criteria section. To add a new PA criteria sequence, the authorized user would select the 
appropriate PA Type, enter the PA record details, and select the Add button. 

When making selections in the Add New PA Criteria section, the authorized user may be 
presented with the error message “Selection not allowed for the PA Type” if the selected option 
is not applicable to the PA Type. 
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Step Action 

1 Select the PA Type that you want to add. 

2 Select the Add button. 

 

Once the authorized user has selected the Add button, the system will verify that the 
information entered is unique and not associated with an already existing sequence number. 

If the entered information passes the system validation, the authorized user is directed to the 
Letter Policy and Denial Reason Detail page to add policy and denial reason information to 
be associated with the new PA criteria. 

PA SPELL CHECK OVERRIDE SEARCH 

The PA Spell Check Override Search page allows users to search words identified as having 
spelling errors but overridden by the user. 

 
 

Step Action 

1 Hover over the Prior Approval tab. 

2 Select PA Spell Check Override Search. 

 

PA Spell Check Override Search Page 
The PA Spell Check Override Search page displays. The search can be performed for a 
single word or by using search criteria. Search Results will be displayed in inquiry mode only. 

Additionally, authorized users can retrieve the next available word to review for acceptance into 
the customized spell check dictionary. 

1 

2 

1 

2 
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Field Description 

PA Type Drop-down lists the PA Types 

Note: The user must select a PA Type in order to navigate to the PA Spell 
Check Override Detail page to view the next word to be reviewed for the 

selected PA Type. 

# of Words for Review Count of override word records ready for review for the selected PA Type 

Next Word Directs the user to the PA Spell Check Override Detail page to view the next 
word to be reviewed for the selected PA Type 

Count Displays the number of override word records ready for review  

Override Word Unique search criteria; if Override Word entered, no other search criteria are 
allowed 

PA Type Drop-down lists the PA Types 

Status Drop-down lists the QA Status 

User ID User who last updated the record 

Record Begin Date Date override word record added in NCTracks. 

Note: Record Begin Date and Record End Date must be used together with at 

least one other search criterion. 

Record End Date Date override word record added in NCTracks. 

Note: Record Begin Date and Record End Date must be used together with at 

least one other search criterion. 

Find Submits entered criteria 

Clear Clears all entered criteria 

 

PA Spell Check Override Search Results 
The Search Results section displays the Override Word, PA Num, Letter Number, Policy 
Sequence Num, PA Type, Status, UI Page Name, UI Field Name, Review Date, and User ID 
for the entered criteria. 
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Step Action 

1 Select the Override Word link. 

 

PA Spell Check Override Detail Page 
The PA Spell Check Override Detail page displays. This page allows users to complete the 
review of the override word or view the record details. 

 
 

Field Description 

Override Word Text of override word 

PA Number PA number associated with the override word 

Letter Number Internal NCTracks Letter ID 

UI Page Name Operations Portal page that contains the override word 

UI Field Name Text field on the Operations Portal page that contains the override word 

Detail Line Detail line associated with the UI page and text field 

Status Displays the status of the record. From the Status drop-down menu, the user is 

able to select A-ACCEPT or R-REJECT. Status values I-IND ACCEPT,  
J-IND REJECT, and V-VOID are automatically set by the system. 

Note: The N-NEW status displays when an override word is added to the 

system. 

 

Following are the status codes for override words added by Fiscal Agent (FA) 
users: 

 N-NEW – Default code when override word is added 

 A-ACCEPT – Manually assigned by authorized FA supervisor 

 R-REJECT – Manually assigned by authorized FA supervisor 

 I-IND ACCEPT – Assigned by NCTracks when a different override record for 
the same word is set to A by an authorized FA or State user 

 J-IND REJECT – Assigned by NCTracks when a different override record for 

the same word is set to R by an authorized FA or State user 

1 
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Field Description 

 V-VOID – Assigned by NCTracks when PA letter associated with the override 

word is deleted. 

If the prior status was A or R, then all other existing override records for the 
same word are also set to V. 

If the prior status was A, then the override word is also deleted from the 
custom spell check dictionary. 

 

Following are the status codes for override words added by State users: 

 A-ACCEPT – Default code when override word is added 

 R-REJECT – Manually assigned by authorized State user 

 V-VOID – Assigned by NCTracks when PA letter associated with the override 

word is deleted. 

If the prior status was A or R, then all other existing override records for the 
same word are also set to V. 

If the prior status was A, then the override word is also deleted from the 
custom spell check dictionary. 

Note: All override words added by State users are automatically assigned the 

status of A-ACCEPT. 

User ID User who last updated the record 

Review Date Date the record was last updated 

 


